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ASSESSMENT CONTENTS 
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Generic 
Matrix 


Simple 
Question 


Detailed 
Questions 


Detailed 
Matrixes 
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Quick, general assessment 


✓ 
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Medium depth assessment 


✓ 
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In depth assessment - interview based 
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In depth assessment - workshop based 
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Fig. 2 
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Service Attribute 


Focus 
Area 


Description and 
Considerations 


Example 


410- 

Definition and 
Understanding 
of the Service 

412- 


Is the 

service 

defined? 


A service is defined 
in terms of its specific 
deliverables, inputs 
and key activities. 
Delivery requirements, 
customer preferences, 
restrictions, and the 
like are typically 
required. 


Perhaps the service is defined via 
service agreements, or thoroughly via 
service documentation. One page 
summaries and little focus on ensuring 
understanding - both on the part of the 
supplier or the 


Are the 
levels of 
delivery 
defined? 
And 

understood? 


Is there a clear 
definition of the 
service levels? Is 
there a common 
understanding of 
service/service levels 
between the service 
provider and customer? 
Is there an analysis of 
and balance between 
customer needs and 
delivery capabilities? 
Policies clear and 
Understood? 


For instance, customer expects that 
problem resolved 7/24, however service 
provider resolves a specific type of 
problem (e.g. infrastructure problems of 
high severity regular working hours. 


414- 


Is the scope 
of the 
service 
defined? 


Are inclusions and 
Exclusions clear? 
Agreed to by all 
Parties? Documented? 


Perhaps Move/Add/Changes are part of 
But new installations are done through 


416- 


Are service 

objectives 

defined? 


The objectives should 
Be SMART i.e.. 
Specific, Measurable, 
Aggressive, Realistic 
And Time based. 


■ To deliver a help desk service which 
serves customer needs is a wrong 
way of define objectives. 

■ To respond to customers 
Move/Add/Changedesktop requests 
within 1 business day receiving the 
request is an example of objective 


418- 


Is the 

service 

usage 

defined and 
clear? 


Do the providers 
Know how the service 
Is used, or 
The users know how 
It is intended to be 
Used? When is the 
Service used- 


The service may be designed for relative 
usage - e.g. Installation of workstation 
user, but not be designed to support the 
large number of workstations for a large 
of users. 
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Fig. 4 
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Select Service(s) for 
assessment 



— 602 



Determine Assesment 
Technique 



Review Assesment 
Tools 



Select Service 
Attributes 



— 604 



— 606 



— 608 
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Findings 










Determine 






Conclusions and 






Recommendations 










Report Results 
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Fig. 6 



